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Dear Sir or Madam:

This is an Appeal from the Final Office Action mailed 16 June 2005, finally

rejecting all of the claims. There was an after-final reply without amendment on 9

September 2005, an interview with the Primary Examiner on 26 September 2005, and an

Advisory Action on 27 September 2005. A Notice ofAppeal, a petition for a one-month

extension, and applicable fees were submitted on 30 September 2005.

The fee for filing an appellate brief is enclosed. Should there be any deficiency in

fees in connection with this Appeal, the Commissioner is respectfully requested to and is

hereby authorized to charge any such deficiency in fees to Deposit Account 23-0920.

12/01/2005 DTESSEHi 00000036 09499817

01 FC:1402 500.00 OP
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1. REAL PARTY IN INTEREST .

The real parties in interest are Aspect Software, Inc. and its subsidiary Rockwell

Electronic Commerce Technologies LLC, both at 300 Bauman Court, Wood Dale,

Illinois 60191.

2. RELATED APPEALS AND INTERFERENCES .

There are no appeals, interferences, or judicial proceedings related to, directly

affecting or affected by, or having a bearing on the Board's decision in the captioned

Appeal.

3. STATUS OF CLAIMS .

Claims 1-25 are currently pending, have been finally rejected, and are being

appealed.

4. STATUS OF AMENDMENTS .

There were no amendments filed subsequent to the final rejection.

5. SUMMARY OF CLAIMED SUBJECT MATTER ,

a. Independent Claim 1

Claim 1 claims a method of providing data to an agent associated with an

automatic call distribution (ACD) system, where the data pertain to a particular customer

contact that has been assigned to that agent. See e.g. 5:18-19. A universal resource

locator (URL) is configured by the ACD system 12 (Fig. 1) and provided to a browser of

the agent. See e.g. 9:1 1-14, Fig. 2. A server 14 (Fig. 1) accesses the URL in response to

a request from the agent's browser. See e.g. 8:21-24. A web page corresponding with

the URL is provided to the browser, and the web page includes the data pertaining to the

particular customer. See e.g. 3:11-16, Fig. 2.
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b. Independent Claim 14

Similarly, claim 14 claims a computer system for providing data to an ACD

agent, where the data pertain to a particular customer contact that has been assigned to

that agent. See e.g. 5:18-19. The computer system comprises an ACD system 12 (Fig. 1)

capable of configuring a URL {see e.g. 9:11-13), a server 14 (Fig. 1) capable of providing

a web page to a browser where the web page corresponds with the URL and includes the

data pertaining to the particular customer {see e.g. 3:1 1-16, Fig. 2), and an agent station

13 (Fig. 1) coupled with the ACD system 12 and having a browser capable of accessing

the URL at the server 14 {see e.g. 3:1 1-16, Fig. 2).

c. Independent Claim 20

Similarly, claim 20 claims a computer system for providing data to an ACD

agent, where the data pertain to a particular customer contact that has been assigned to

that agent. See e.g. 5:18-19. The computer system comprises a server 14 accessible

through a computer network (Fig. 1), an agent station 13 having means for accessing a

URL at the server 14 (standard browser, see e.g. 5:1-8, 8:19-24), means for the ACD

system 14 to configure the URL (ACD is programmed to configure URL in accordance

with the requirements of the server, 9 : 1 1 - 1 3 , see also 5 : 1 8 - 8 : 8), and means for the

server 14 to provide a web page to the agent station 13 where the web page corresponds

with the URL and includes the data pertaining to the particular customer (server in

conjunction with standard browser, see e.g. 5:1-8, 8:19-26, 3:11-16, Fig. 2).
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d. Dependent Claim 22 (argued separately below)

Claim 22 depends from claim 20 and also claims a means for the ACD 12 to

attach information to the URL (ACD is programmed to attach information to URL, see

7:12-15, Fig. 2).

e. Independent Claim 25

Claim 25 claims a method of providing data to an agent associated with an ACD

system, where the data pertain to a particular customer contact that has been assigned to

that agent. See e.g. 5:18-19. The ACD system 12 (Fig. 1) provides a URL to a browser

of the agent. See e.g. 9:1 1-14, Fig. 2. The URL is configured based on information

about the contact available to the ACD. See e.g. 5:18 - 8:8, 9:1 1-13. Information is

attached to the URL before providing it to the browser. See e.g. 7:12-15, Fig. 2. The

information attached to the URL includes contact processing information including at

least one of the following: type of customer contact {see 1:9-16), identification of the

agent, and treatment of the contact by the ACD. See e.g. 7:6-1 1, Fig. 2. The information

attached to the URL includes at least one of certain specified types of contact-derived

information. See e.g. 5:24 - 7:5, 7:12-15, Fig. 2. A server 14 (Fig. 1) accesses the URL

in response to a request from the agent's browser. See e.g. 8:21-24. A web page

corresponding with the URL is provided to the browser, and the web page includes the

data pertaining to the particular customer. See e.g. 3:11-16, Fig. 2. At least one database

15 (Fig. 1) is accessed via the server 14 (Fig. 1) to obtain some of the data for inclusion

in the web page. See e.g. 9:8-11,8:9-18,5:10-11, Some of the data in the web page is

obtained based on some information attached to the URL by the ACD, and some of the
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data in the web page includes some information attached to the URL by the ACD. See

e.g. 7:19 - 8:2. The web page is displayed to the agent. See e.g. 8:1-2, 8:24-26.

6. GROUNDS OF REJECTION .

Claims 1-25 stand rejected under 35 U.S.C. §102(e) as being anticipated by

Bateman et al (US 6,3 1 1 ,23 1). This ground of rejection is presented for review on

appeal.

7. ARGUMENT - BATEMAN DOES NOT ANTICIPATE ANY OF THE
CLAIMS .

a. Claims 1-3, 11-15, 17, 19-21.23 and 24

As stated in the preamble of independent claims 1,14 and 20, each of the claims

concerns providing data, relating to a customer contact with an automatic call distribution

(ACD) system, to an ACD agent. Among other limitations, each of the claims requires

that ACD system to configure (or to be capable of configuring) a universal resource

locator (URL), requires that the data provided to that ACD agent be included in a web

page corresponding with that URL, and requires that data in that web page to include

information about that customer. (Claims 1, 14 and 20). Bateman does not disclose these

limitations.

1) The Bateman web page corresponding with the Bateman URL
does not include information about the Bateman customer, as

required by the claims.

The Bateman URL is associated with a web page of the organization from which

the customer is seeking assistance. See e.g. Bateman 6:17-21 ('The URL which the

customer was viewing (prior to selecting help) is automatically filled in to indicate the

page from which help was requested, but the customer also has the option of providing a

different URL."); Bateman 12: 11-13 ("agent computer is further provided with a URL
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indicating from which page the customer has requested help"). That Bateman web page

would contain information about the organization's products or services rather than

information that relates to the particular customer. See e.g. Bateman 5:9-1 1 ("The URL

provides a snapshot indication ofwhere in the hypertext environment of the

organization's WWW services the user is at a given time."); Bateman 5:52-54 ("The

WWW server 28. . . is equipped with information pertaining to an organizations products

and services, directory information, etc.").

The web page corresponding with the URL of independent claims 1,14, and 20 is

required to include information about the customer. However, the Bateman web page

includes information about the organization's products or services, etc., and not

information about the particular customer (as discussed above). In effect, Bateman is

directed to letting the agent see the page of an organization's catalog concerning which a

customer is seeking assistance, and does not disclose sending a URL to the agent's

computer that corresponds to a web page with information that is specifically about that

customer. A Bateman web page corresponding with a Bateman URL is the same web

page, and includes the same information, regardless ofwhich customer is looking at it

and seeking assistance. Iftwo different customers seek assistance about the same web

page, the same URL will be used and the same web page will be displayed for each of

those two different customers.

Bateman does disclose obtaining information about the customer, including CLDD

(a telephone number from which the customer is calling). However, that information is

in addition to and separate from the Bateman URL. That customer information in

Bateman is not included in a web page corresponding with the Bateman URL.
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2) The Bateman URL is not configured by the Bateman ACD
system, as required by the claims.

The Final Office Action (16 June 2005) asserted (in ^2) that the Bateman WWW

server configures a URL and provides it to the calling customer. Li fact, it is the

customer's computer that determines and supplies the URL of the web page being viewed

by the customer. See e.g. Bateman 3:23-24 ("the customer computer automatically

preparing a help request form comprising a network address"). The Bateman customer

also has the option ofproviding a different URL. See e.g. Bateman 6:17-21 ("The URL

which the customer was viewing (prior to selecting help) is automatically filled in to

indicate the page from which help was requested, but the customer also has the option of

providing a different URL."). The Bateman URL is not configured by an ACD system.

Even ifarguendo the Bateman external web server were construed as configuring

the Bateman URL, Bateman does not disclose that URL being configured by an ACD

system as required by the claims. An ACD system (as used in the captioned application

and in general in the pertinent art) is a transaction processing system used to distribute

contacts with an organization (such as telephone calls) among a group of agents of the

organization. (See e.g. page 1 of the captioned application). The Office Action

erroneously asserted that the Bateman ACD system also included the Bateman external

web server. However, Bateman distinguishes between its WWW server systems 28 (see

e.g. Bateman 5:52-65), and its call center systems 24 (see e.g. Bateman 5:33-51) which

are used to handle connections between customer premises 2 and agent stations 12.

Bateman treats these as four separate components: web server systems 28, call center

systems 24, customer premises 2, and agent stations 12. (See e.g. Bateman 4:57-59,
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Figure 1). The Bateman URL is not configured by an ACD system, even if arguendo the

Bateman external web server were construed as configuring the Bateman URL.

3) Claims 2, 3 and 11-13 each depends from independent claim 1

.

Claims 15, 17 and 19 each depends from independent claim 14. Claims 21, 23 and 24

each depends from independent claim 20.

For the above reasons, Bateman does not anticipate claims 1-3, 11-15, 17, 19-21,

23 and 24.

b. Claim 25

As stated in the preamble of independent claim 25, it concerns providing data,

relating to a customer contact with an automatic call distribution (ACD) system, to an

ACD agent. Bateman does not disclose the following limitations of claim 25:

1) The Bateman URL is not configured based on information

about the customer contact available to the ACD, as required by claim 25. As

discussed above, the Bateman URL is associated with a web page of the organization

from which the customer is seeking assistance. See e.g. Bateman 6:17-21, 12:11-13.

That Bateman web page contains information about the organization's products or

services, and not information about the particular customer. See e.g. Bateman 5:9-1 1,

5:52-54. The URL depends on the web page and not on information about the customer

contact. Furthermore, as discussed above, the Bateman URL is configured by the

customer or the customer's computer. See e.g. Bateman 3:23-24, 6: 17-21 . Even if

arguendo the Bateman external web server were construed as configuring the Bateman

URL (as asserted in the Final Office Action), the Bateman URL is configured in order to

provide it to the ACD and is not based on information about the customer contact
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available to the ACD. The Bateman HTML form 54 is filled in (including the URL) at

the customer's computer, and only then sent on for the ACD system to set up a

connection between the customer and an agent. See e.g. Bateman 6:14-21, Figures 1 and

2.

2) Contact processing information is not attached to the Bateman

URL. Claim 25 requires attaching information to the URL before providing the URL to

the browser, and it requires attaching contact processing information to the URL

including at least one of the following: type of customer contact, identification of the

agent, and treatment of the contact by the ACD. The "type" is the type of

communication, such as e-mail, facsimile, video, web-site inquiry, public switched

telephone network calls, voice path based on packet data transferred through a computer

network, etc. See e.g. 1:9-16 of the captioned application. The treatment of the contact

may, for example, include a particular programmed script used with that contact. See e.g.

7:9-10 of the captioned application.

The URL is a string expression that at least constitutes a computer network

address. See e.g. 7:15-17 of the captioned application. The URL provided to the agent's

computer in Bateman is associated with a web page of the organization from which the

customer is seeking assistance. See e.g. Bateman 6:17-21, 12:11-13. Bateman does not

disclose attaching to that URL a type of customer contact, an identification of the agent,

or a treatment of the contact by the ACD - as required by claim 25.

3) Contact-derived information is not attached to the Bateman

URL. Claim 25 requires attaching one of certain specified types of contact-derived

information to the URL. Bateman does disclose obtaining at least one of those types of
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contact-derived information, but it does not disclose attaching that information to the

URL as required by claim 25.

4) The Bateman web page corresponding with the Bateman URL

does not include data relating to the customer contact, as required by claim 25. As

discussed above, the Bateman URL is associated with a web page of the organization

from which the customer is seeking assistance. See e.g. Bateman 6:17-21, 12:11-13.

That Bateman web page contains information about the organization's products or

services, and not information about the particular customer. See e.g. Bateman 5:9-1 1,

5:52-54. That web page is the same web page, and includes the same information,

regardless ofwhich customer is looking at it and seeking assistance. If two different

customers seek assistance about the same web page, the same URL will be used and the

same web page will be displayed for each of those two different customers.

5) Data in the Bateman web page is not obtained based on

information attached to the URL by the ACD, as required by claim 25. As discussed

above, the Bateman URL is configured by the customer or the customer's computer. See

e.g. Bateman 3:23-24, 6:17-21. The Bateman URL is configured m order to provide it to

the ACD . The Bateman HTML form 54 is filled in (including the URL) at the

customer's computer, and only then sent on for the ACD system to set up a connection

between the customer and an agent. See e.g. Bateman 6:14-21, Figures 1 and 2. The

Bateman ACD does not attach anything to the URL.

6) The Bateman web page does not include any information

attached to the URL by the ACD, as required by claim 25. As discussed above, the
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Bateman ACD does not attach anything to the URL, so there is no such information that

could be included on the Bateman web page corresponding with the Bateman URL.

7) For each of the above reasons, Bateman does not anticipate

independent claim 25.

c. Claim 4

Claim 4 depends indirectly from claim 1, and requires attaching contact

processing information to the URL including at least one of the following: type of

customer contact, identification of the agent, and treatment of the contact by the ACD.

As mentioned above, the meaning of those terms is explained in the captioned

application. As discussed above, the URL provided to the agent's computer in Bateman

is associated with a web page of the organization from which the customer is seeking

assistance. See e.g. Bateman 6:17-21, 12:11-13. Bateman does not disclose attaching to

that URL a type of customer contact, an identification of the agent, or a treatment of the

contact by the ACD - as required by claim 4. For the above reasons and because claim 4

depends from claim 1, Bateman does not anticipate claim 4.

d. Claim 5

Claim 5 depends indirectly from claim 1, and requires attaching one of certain

specified types of contact-derived information to the URL. Bateman does disclose

obtaining at least one of those types of contact-derived information, but it does not

disclose attaching that information to the URL as required by claim 5. For the above

reasons and because claim 5 depends from claim 1, Bateman does not anticipate claim 5.
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e. Claim 6

Claim 6 depends from claim 1, and requires the web page to include information

attached to the URL by the ACD. Bateman does not disclose that the web page includes

any information that was in the URL, and the Bateman ACD does not attach any

information to the Bateman URL. As discussed above, the Bateman URL is configured

by the customer or the customer's computer. See e.g. Bateman 3:23-24, 6:17-21. The

Bateman URL is configured in order to provide it to the ACD . The Bateman HTML

form 54 is filled in (including the URL) at the customer's computer, and only then sent

on for the ACD system to set up a connection between the customer and an agent. See

e.g. Bateman 6:14-21, Figures 1 and 2. The Bateman ACD does not attach anything to

the URL. For the above reasons and because claim 6 depends from claim 1, Bateman

does not anticipate claim 6.

f. Claim 7

Claim 7 depends from claim 1, and requires selecting the URL based on

information about the customer contact available to the ACD. As discussed above, the

Bateman URL is associated with a web page of the organization from which the customer

is seeking assistance. See e.g. Bateman 6:17-21, 12:11-13. That Bateman web page

contains information about the organization's products or services, and not information

about the particular customer. See e.g. Bateman 5:9-11, 5:52-54. The URL depends on

the web page and not on information about the customer contact. Furthermore, as

discussed above, the Bateman URL is selected by the customer or the customer's

computer. See e.g. Bateman 3 :23-24, 6: 17-21. The Bateman URL is provided to the

ACD and is not based on information about the customer contact available to the ACD.
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The Bateman HTML form 54 is filled in (including the URL) at the customer's computer,

and only then sent on for the ACD system to set up a connection between the customer

and an agent. See e.g. Bateman 6:14-21, Figures 1 and 2. For the above reasons and

because claim 7 depends from claim 1, Bateman does not anticipate claim 7.

g. Claims 8 and 18

Claim 8 depends from independent claim 1, and claim 18 depends from

independent claim 14. Claims 8 and 18 each requires obtaining (or being capable of

obtaining) data in the web page based on information attached to the URL by the ACD.

As discussed above, the Bateman ACD does not attach anything to the URL. For the

above reasons and because claim 8 depends from claim 1 (and because claim 18 depends

from claim 14), Bateman does not anticipate claims 8 and 18.

h. Claim 9

Claim 9 depends from claim 1, and requires sending the URL to ACD console

software of the agent, and requires the ACD console software to provide the URL to the

browser. Bateman does not disclose that any ACD console software of the agent plays

any part in the process, as required by claim 9. For the above reasons and because claim

9 depends from claim 1, Bateman does not anticipate claim 9.

i. Claim 10

Claim 10 depends from claim 1, and requires the ACD to provide the URL

directly to the browser. Bateman does not disclose whether the ACD provides the URL

directly to the agent's browser as required by claim 10. For the above reasons and

because claim 10 depends from claim 1, Bateman does not anticipate claim 10.
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j. Claims 16 and 22

Claim 16 depends from independent claim 14, and claim 22 depends from

independent claim 20. Claims 16 and 22 each requires the ACD to be able to attach

information to the URL. As discussed above, Bateman does not disclose the ACD being

capable of attaching anything to the URL. For the above reasons and because claim 16

depends from claim 14 (and because claim 22 depends from claim 20), Bateman does not

anticipate claims 16 and 22.

8. CLAIMS APPENDIX .

An appendix containing a copy of the claims involved in the appeal is attached.

9. EVIDENCE APPENDIX .

There was no evidence submitted by applicants and relied on in this appeal.

10. RELATED PROCEEDINGS APPENDIX .

There are no related proceedings.

Respectfully submitted,

2? November 2005
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CLAIMS APPENDIX

A method of providing data relating to a customer contact with an automatic call

distribution (ACD) system to an ACD agent, the method comprising:

providing a universal resource locator (URL) configured by the ACD system to a browser

of the agent;

accessing the URL at a server in response to a request from the browser;

providing at least one web page to the browser, the web page corresponding with the

URL and including the data;

the data including information about the customer.

2. A method as in claim 1, further comprising accessing via the server at least one

database to obtain at least some of the data for inclusion in the web page.

3. A method as in claim 1, further comprising attaching information to the URL before

providing the URL to the browser.

4. A method as in claim 3, the information attached to the URL including contact

processing information, said contact processing information including at least one of a group

consisting of: type of the customer contact, identification of the agent, and treatment of the

contact by the ACD.

1



5. A method as in claim 3, the information attached to the URL including contact-

derived information, said contact-derived information including at least one of a group consisting

of: a calling party number, a billing number associated with an origin of the customer contact, a

telephone number associated with the origin of the customer contact, a subscriber name

associated with the origin of the customer contact, a called party number, information provided

in response to a programmed script, identification of a customer provided in response to a

programmed script, an account number provided in response to a programmed script, a product

model number provided in response to a programmed script, an e-mail source name, an e-mail

subject line, a callback number provided in a web callback contact, a callback name provided in

a web callback contact, and a computer address associated with the origin of the customer

contact.

6. A method as in claim 1, wherein the data in the web page includes at least some

information attached to the URL by the ACD.

7. A method as in claim 1, further comprising selecting the URL based on information

about the contact available to the ACD.

8. A method as in claim 1, further comprising obtaining at least some of the data in the

web page based on at least some information attached to the URL by the ACD.

2



9. A method as in claim 1, wherein the step ofproviding the URL comprises:

sending the URL to ACD console software of the agent; and

providing the URL to the browser from the console software.

10. A method as in claim 1, wherein the step of providing the URL comprises sending

the URL directly to the browser from the ACD system.

1 1. A method as in claim 1, the server being accessible through at least one of a group

consisting of: a publicly accessible computer network, limited-access computer network, and a

private computer network accessible within an organization operating the ACD.

12. A method as in claim 1, the customer contact being one of a group consisting of: a

telephone call, an e-mail contact, a web callback contact, a web chat contact, a facsimile contact,

a video contact, and a web telephony voice contact.

13. A method as in claim 1, further comprising displaying the web page to the agent.

3



14. A computer system for providing data, relating to a customer contact with an

automatic call distribution (ACD) system, to an ACD agent, the computer system comprising:

the ACD system capable of configuring a universal resource locator (URL);

a server capable of providing at least one web page to a browser, the web page

corresponding with the URL and including the data;

the data including information about the customer;

at least one agent station coupled with the ACD system and having a browser capable of

accessing the URL at the server.

15. A computer system as in claim 14, further comprising at least one database,

accessible by the server for obtaining at least some of the data for inclusion in the web page.

16. A computer system as in claim 14, the ACD being capable of attaching information

to the URL.

4



17. A computer system as in claim 14, the ACD being capable of collecting contact-

derived information, said contact-derived information including at least one of a group consisting

of: a calling party number, a billing number associated with an origin of the customer contact, a

telephone number associated with the origin of the customer contact, a subscriber name

associated with the origin of the customer contact, a called party number, information provided

in response to a programmed script, identification of a customer provided in response to a

programmed script, an account number provided in response to a programmed script, a product

model number provided in response to a programmed script, an e-mail source name, an e-mail

subject line, a callback number provided in a web callback contact, a callback name provided in

a web callback contact, and a computer address associated with the origin of the customer

contact.

18. A computer system as in claim 14, the server being capable of obtaining at least

some of the data in the web page based on at least some information attached to the URL by the

ACD.

19. A computer system as in claim 14, the customer contact being one of a group

consisting of: a telephone call, an e-mail contact, a web callback contact, a web chat contact, a

facsimile contact, a video contact, and a web telephony voice contact.

5



20. A computer system of providing data, relating to a customer contact with an

automatic call distribution (ACD) system, to an ACD agent, the computer system comprising:

a server accessible through a computer network;

at least one agent station having means for accessing a universal resource locator (URL)

at the server;

means for the ACD system to configure the URL;

means for providing at least one web page to the agent station from the server, the web

page corresponding with the URL and including the data;

the data including information about the customer.

21. A computer system as in claim 20, further comprising

at least one database; and

means for accessing the database to obtain at least some of the data for inclusion in the

web page.

22. A computer system as in claim 20, further comprising means for the ACD to attach

information to the URL.

23. A computer system as in claim 20, further comprising means for the ACD to collect

contact-derived information.

6



24. A computer system as in claim 20, further comprising means for displaying

the web page to the agent.

25. A method of providing data, relating to a customer contact with an automatic

call distribution (ACD) system, to an ACD agent, the method comprising:

providing a universal resource locator (URL) from the ACD system to a browser

of the agent;

configuring the URL based on information about the contact available to the

ACD;

attaching information to the URL before providing the URL to the browser;

the information attached to the URL including contact processing information,

said contact processing information including at least one of a group consisting of: type

of the customer contact, identification of the agent, and treatment of the contact by the

ACD;

the information attached to the URL including contact-derived information, said

contact-derived information including at least one of a group consisting of: a calling

party number, a billing number associated with an origin of the customer contact, a

telephone number associated with the origin of the customer contact, a subscriber name

associated with the origin of the customer contact, a called party number, information

provided in response to a programmed script, identification of a customer provided in

response to a programmed script, an account number provided in response to a

programmed script, a product model number provided in response to a programmed

script, an e-mail source name, an e-mail subject line, a callback number provided in a

7



web callback contact, a callback name provided in a web callback contact, and a

computer address associated with the origin of the customer contact;

accessing the URL at a server in response to a request from the browser;

providing at least one web page to the browser, the web page corresponding with

the URL and including the data relating to the customer contact;

accessing via the server at least one database to obtain at least some of the data for

inclusion in the web page;

obtaining at least some of the data in the web page based on at least some

information attached to the URL by the ACD;

including among the data in the web page at least some information attached to

the URL by the ACD; and

displaying the web page to the agent.
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